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Abstract 
 
The objective of this research is to design e-CRM system which related to 
operational activities of International Language Center and service process of 
course participants. The research methods used were Porter's Five Forces, IFE, 
EFE, IE, SWOT, QSPM and path analysis that is used to find out the relationship 
between Customer Relationship Management and Customer Satisfaction toward 
Customer Loyalty. Data collection was done through interviews to internal party of 
International Language Center, an observation on a branch of International 
Language Center, distribute questionnaires to the participants of the course. The 
design methods used were Object Oriented Analysis and Design with UML and 
design features based on the 3 phases of CRM that is acquire, enhance, and retain. 
The results achieved are the design of e-CRM with regard to service process of 
course participants. (GVA) 
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Abstrak 
 
Tujuan penelitian ini adalah merancang sebuah sistem e-CRM yang berhubungan 
dengan kegiatan operasional International Language Center dan proses pelayanan 
peserta kursus. Metode penelitian yang digunakan adalahPorter Five Forces, 
Matriks IFE, EFE, IE, SWOT, QSPM dan analisis jalur yang digunakan untuk 
mengetahui hubungan antara Customer Relationship Management dan Customer 
Satisfaction terhadap Customer Loyalty. Pengumpulan data dilakukan melalui 
wawancara kepada pihak internal International Language Center, observasi pada 
cabang International Lanaguage Center, penyebaran kuesioner kepada peserta 
kursus. Metode perancangan yang digunakan adalah Object Oriented Analysis and 
Design dengan UML dan perancangan  fitur berdasarkan 3 fase CRM yaitu acquire, 
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enhance, dan retain. Hasil yang dicapai adalah perancangan e-CRM yang berkaitan 
dengan proses pelayanan peserta kursus. (GVA) 
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